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ATTACHMENT 2 



The Verb is Herb, LLC 

Opening Plan 

V 2.0 

Background-  As a new industry in Massachusetts retail marijuana has drawn the attention of many 

people.  After almost 80 years of prohibition marijuana is now legal on the state level here in 

Massachusetts and residents, visitors and the media are enthralled in the opening of legal marijuana sales.  

As we saw in Leister and Northampton with the retail stores opening there was much publicity and 

excitement that led to large lines, seemingly endless traffic and other related issued with these openings.  

Seeing this, the City of Salem worked closely with Alternative Therapy Group, Inc. (“ATG”) to plan for their 

opening of retail adult-use sales.  ATG and the City came up with a plan to mitigate the number of 

customers who would come to the dispensary on opening day and the days thereafter.  Using the media, 

social media and municipal social media outlets, ATG and the City were able to inform the public as to the 

way the opening would take place.  Informing the public and using a “appointment only” model for serving 

customers along with traffic control and police presence, ATG and the City were able to successfully roll 

out this opening with relatively few issues.   

When The Verb is Herb (“TVIH”) opens for retail sales in Spring/Summer 2019 we expect that the novelty 

and excitement of a new retail marijuana establishment will have somewhat worn off and that we will not 

have to deal with the same issues that other municipalities have scene.  There will be at least 4 operational 

retail establishments with 15 miles of our facility 2 of which are less than 5 miles away.  Nonetheless, we 

have planned for these contingencies and will implement processes to ensure a smooth opening for our 

facility. 

We will continue to be proactive in engaging with marijuana establishments that are open/opening and 

have engaged with ATG for advice on planning for an opening.   

TVIH will implement the following processes outlined below: 

1. Reservation Only (See Queuing Plan)-  TVIH will open using a reservation only system of        
for customer queuing                .  This model is currently working in other municipalities in limiting the 

number of customers the establishment will serve.  Information regarding this system will 

be conveyed through our website, social media and other traditional media outlets.  This 

information provided to the public will clearly state that customers will only be served if they 

have a reservation in our reservation system.   This system will be accessed directly through our 

website where customers can choose one of six 10-minute blocks of time per hour to enter the 

facility.  Each 10-minute time block will only allow 10 customers to make a reservation.

Customers looking to gain access to the facility will be greeted by a TVIH Agent at or outside the 
front door of the facility.  The customer will need to show the email confirmation of their 
reservation to be allowed inside.  If the customer does not have a reservation, they will be 

turned away and given information on how to make a reservation.  They will also be notified of 

the no loitering policy. Anyone that loiters will be kicked out of the queue if they do not 
disperse. If the customer has a reservation and they will be allowed into the person trap where 

their ID will be scanned to ensure their age and allowed to enter the sales area.



2. Public Information-  TVIH will use media, social media and other forms of 

communication to inform customers and residents of the opening of our facility.  This 

information will include:

a. The TVIH reservation policy and how to make a reservation;

b. Hours of operation;

c. Allowable forms of ID;

d. Payment methods;

e. Maps showing allowable public parking locations and any TVIH parking 

areas and a statement, “You should expect to be ticketed or towed if you park 

anywhere other than these designated areas!". 

f. Warnings against and penalties for public consumption of 

marijuana, driving while intoxicated and diverting/selling marijuana to others;

g. The TVIH Good Neighbor policy and consequences for violating it (see below);

3. TVIH Good Neighbor Policy- The good neighbor policy outlines our 

commitment in being a responsible neighbor in the community.  Part of this policy will outline 

the responsibilities of TVIH customers coming to, conducting business at, and leaving our facility.  

This policy will include a no loitering policy, parking policy and prohibited conduct.  

Prohibited conduct includes public consumption of marijuana, diversion of marijuana, 

rude language or behavior and disturbing the peace of our neighbors, staff customers or the 

public.

Customers found or reasonably believed to have violated this policy will not 

be allowed to purchase products from TVIH.

4. Private Police Details-  TVIH will hire at our expense, private police details in and 

around our establishment to mitigate traffic and other issues that may present 

itself.  The number and location of police details will be determined by the Police Chief;

5. Express Pre-Ordering-    Customers will be able to pre-order their products online.  

Using this online system, customers will be able to choose their products from our online 

menu and have their products ready and waiting in exit bags.  This process will expedite the 

transaction process and move customers out of the store quickly;

6. Real Time Information-  Using our website, TVIH will provide 

customers with real-time information regarding wait times, parking and traffic 

situations and any other information that will help them make an informed decision on 

traveling to the store.

PRE-OPENING 

• Beginning in February of 2019 TVIH will engage with the Easthampton Mayors Office, Police

Department and other municipal officials and community stakeholders, including neighbors to

discuss this plan and its implementation.

• 60 days before the prospective opening TVIH will meet with the City officials and stakeholders

and update them as to the status of each aspect of our plan.

TVIH will hold a meeting with all neighbors, business owners and others in the community to

outline this plan and to receive feedback.  Neighbors and business owners will be supplied with a



phone number and email address to contact TVIH with any questions, comments and concerns.  

Following this meeting, Members of TVIH will meet with abutters and business owners 

individually.  

• 30 days before the prospective opening TVIH will report to the City officials and stakeholders the

status of the plan’s implementation and finetune any aspects of the plan.  At his point all aspects

of the plan should be finalized and TVIH will be able to demonstrate the technical, IT and social

media components of the plan.

• 14 days before the prospective opening TVIH will meet with City officials and stakeholders and

present final documentation of the status of all plan components along with employee schedules,

contracted services (including police details) and updated information on technical, IT and social

media component of the plan.  Following this meeting TVIH will mail a letter to all abutters  and

business owners notifying them of the opening day plans.

• 7 days before the prospective opening TVIH will Beta test all technical, IT and social media

components of the plan and report to the City.

• Once TVIH is given permission from the Cannabis Control Commission to commence retail

operations, we will:

o Launch the Reservation System to begin taking reservations for the opening day (at least

3 days after receiving permission to commence retail operations);

o Make website, media and social media announcements regarding the process for making

reservations, permissible parking and the No Loitering policy;

o Coordinate with the Easthampton Police Department regarding police details.

• Opening Day (Soft Opening, unpublicized)-  Day one of operations will be the day before the

publicized opening.  TVIH will invite up to 100 customers on this day who will make reservations

evenly spaced throughout the day.  This soft opening will allow our staff to become acclimated to

engaging with customers, making sales and give us a baseline for transaction times.  The hours

will be 10:00 AM-7:00 PM.  Only invitees who have made reservations will be allowed access to

the facility.

• Day Two (publicized Opening)-  Day two will be the publicized opening.  The reservation system

will allow TVIH to queue customers inside the facility on arrival to the facility, no outside queueing

will be necessary.  With a maximum of 60 customers per hour and 5 Point of Sales stations

operating, we will be able to move customers through the facility with no queuing of customers

outside the facility.

POST-OPENING 

After opening day, TVIH will meet with the City Officials, community stakeholders and neighbors to go 

over the events of the day and identify any issues or concerns.  If issues and concerns are identified TVIH 

management team will address these issues or concerns and implement corrective actions.  In the weeks 

and months to follow the opening, TVIH will continuously meet City officials and stakeholder and engage 

with our neighbors and business owners for feedback and concerns regarding our operation.   



• One week after opening, TVIH will meet with the appropriate City officials to revisit this plan to

assess if any changes need to be made to the plan or any of the programs.  The data from the first

week of operation will provide information on the success of the reservation system including the

percentage of customers who fulfill their reservations, transaction times and identify and needs

for amending the plan.

• Weekly thereafter, for the next three weeks, TVIH will report to or meet with City officials to

update them on any issues that may have come up, corrective actions and data on sales and the

reservation system.  We will track data on customer wait times, transaction times and the number

of customers who are turned away for not having reservations.

• After one month of operations, and monthly thereafter, TVIH will meet with the City officials to

revisit this plan and make changes if necessary.
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The Verb is Herb, LLC 

Queuing Plan 

V 2.0 

Background-  In developing this plan TVIH first looked at the origins of the customers coming to our store.  

Our Customer base with primarily be residents of and visitors to Easthampton and the surrounding 

communities.  While there may be initial novelty interest from individuals outside of this geographic area, 

we think that this will be short lived.  With the exception events and festivals in the downtown area, our 

customer base will be a constant mix of Easthampton residents and visitors who would normally be in the 

area.  While we would like to think that TVIH would be a destination location, the truth is that there are 

going to be more and more retail marijuana establishments opening up across the state and just as there 

are specialty coffee shops, beer and wine, stores, jewelers and craft stores, most of these are frequented 

by locals and visitors who have come to that community for reason unrelated to the that retail store. 

TVIH brands itself as a small “mom and pop” style store that is consistent with the look and feel of the 

Downtown Business District.  Our goal is to offer consumers a large variety of high-quality products in an 

inviting atmosphere where they can ask questions, learn about our products and feel comfortable with 

marijuana.  Unlike many of the marijuana retailers who will open up in our area, TVIH will not be vertically 

integrated and can choose our suppliers and the best variety of products.  While not growing and 

producing our own products effects our profit margin on sales, we believe it will bring customers who 

want variety and their favorite brand that cannot be found in other vertically integrated stores.  Our goal 

is not constant volume, but consistent customers.   

Analysis-  As we address the queuing of customers, we must look at the demographics of Easthampton 

and the surrounding areas and then make educated assumptions as to the number of customers retail 

marijuana establishments will serve.  Using very aggressive assumptions based on industry norms and 

published studies we have assumed the following to determine the high-end customer base for this area: 

Populations: 

Easthampton ~16,000 

Southampton   ~6,000 

Westhampton   ~1,600 

Northampton ~28,500 

Holyoke  ~40,000 

Total   92,100 

Over 21 Population (75%)   69,075 

Marijuana Consumers MA (15%)   10,361 



There will initially be 3 Dispensaries serving this population, INSA-Easthampton, NETA-Northampton and 

TVIH.  Taking the market marijuana consumer number of 10,361 and dividing it equally among the three 

entities would give each entity a customer base of 3,453.  All being equal over 30 days each store would 

see 115 customers per day.  Taking this number over a 10-hour day shows an average of 12 customers an 

hour.   

As this scenario shows the highest number of customers in our direct market area it does not take into 

account that NETA will take a lion’s share of Northampton and Holyoke customers as they are larger in 

square footage and more accessible to those populations.  Taking this into account all these factors we 

reasonably feel that TVIH will, on average, see 6-9 customers per hour with our busiest hours seeing 11-

15 customers.   

Queuing Plan-  TVIH will not queue customers outside our facility.  All customer queuing will take 

place inside our facility, or virtually through our reservation and online queuing system. 

We plan to queue our customers inside our facility in the order that they arrived.  Our architects, Oxbow 

Design, has done an occupancy analysis of the 74 Cottage Street facility and has found total posted 

occupancy to be 49 occupants.  Our Waiting Area is considered “Concentrated Assembly” and can 

accommodate 1 person for every square foot or area which comes to 23 occupants.  Our sales floor is 

considered “Standing Space” and can accommodate 1 person for every 5 square foot of area which comes 

to 47 occupants.  The remaining areas used as Business and storage areas allow up to 7 employees.  To 

meet the 49-occupant limit TVIH will allow the following occupancy per area. 

Waiting Area (person trap) 15 Customers and 1 Employee 

Sales Area 25 Customers and 1 Employee 

Business and Storage Areas 7 Employees 

As customers approach the facility, they will gain entry to our waiting area in one of two ways.  1) The 

customer will ring a video intercom alerting a TVIH Agent.  The Agent will ask the customer to show their 

Government Issued ID to the camera.  (instructions will be posted for the customer)  The Agent can greet 

and open the door for the customer or open the door remotely from inside the dispensary. 2) A TVIH 

Agent will greet the customer at the door, inspect the Government Issued ID and then open the door for 

the customer.  While in the waiting area a TVIH Agent will scan the Government Issued ID and confirm 

that the customer is 21 years old or older.  Only then will the customer be allowed through another secure 

door into the sales floor.   

During high volume periods at least one TVIH Agent will be assigned to the Waiting Area at all times.  This 

agent will man the front entrance and quickly ID customers and move them through the process.  These 

Agents will also monitor for loitering outside the facility.  TVIH has a strict No Loitering policy.  This policy 

will be clearly identified on our website and marketing materials.  TVIH Agents will also make this policy 

known to customers and if customers are found to be loitering, they will be denied service.  A “No 

Loitering” sign will also be posted on the front of the building.     

TVIH will also implement other processes that will help alleviate customer wait times.  Customers who 

call ahead or order from our website can have their orders ready for them thus expediting the purchase 

and time in the store.  



While the plan above addresses the normal market customer population there will be other circumstances 

that may create high-volume times.  To plan for this potential increased volume during Summer weekend 

days and events that will draw larger crowds TVIH will hire private police details and add extra staff to 

quickly move customers though the process of entering the facility.  Customers who are turned away due 

to excess volume can schedule an appointment through our reservation system for a specific time or be 

queued virtually marking their place in a virtual line.  When the customers turn to enter the facility is 

approaching, they will receive a text message to come to the facility.  Using this system will allow 

customers to  walk around the downtown area and visit other businesses and attractions. 

Prior to planned events in the Downtown area, or at other times that we feel there will be increased 

volume, TVIH will engage the City leadership, our neighbors and other community stakeholders with open 

communication and plan for each event.   

We will re-evaluate this plan on an ongoing basis and work with the City and neighborhood to ensure we 

are doing all that can be done to prevent and mitigate customer lines outside our facility. 
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